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CALL-OFF SCHEDULE 14
PERFORMANCE MANAGEMENT
For the purposes of this Call-Off sCHEDULE 14 (pERFORMANCE mANAGEMENT) All references to ‘Targets’ shall be references to the plural of ‘Target’ 
PERFORMANCE MANAGEMENT MECHANISM
The Performance Management Mechanism is described in Figure 14.1. Subject to Paragraph 3, the Supplier’s declared Fixed Profit and Variable Profit is to be paid subject to this Performance Management Mechanism. The elements of the Performance Management Mechanism are as follows:
Performance Measures are grouped into Categories.  
Each Category has a weighting, which sets out the percentage of the total Fixed Profit (apportioned nationally) and total Variable Profit (apportioned regionally) (together the “Credits”) which are to be paid per performance in that Category. For the purposes of this Schedule, the Performance Management Mechanism apportions fixed profit nationally and variable profit regionally in order to provide the Supplier the opportunity to achieve maximum profit. The regional split is set out in Part A to this Schedule.
  Within a Category, each Performance Measure has a weighting, which sets out the Credits which are to be paid per performance of that Performance Measure
Achieving or exceeding the ALP for a given Performance Measure will result in payment of the Fixed Profit that is due for achievement of that Performance Measure.
Achieving or exceeding the Target level of performance for a given Performance Measure will result in payment of the Variable Profit that is due for achievement of that Performance Measure.
Performance above the ALP and below the Target performance level will result in payment of part of the Variable Profit on a pro-rated basis per the Performance Calculator (set out in Part A), conditional upon the ALP having been achieved in every Establishment.
The Performance Credit Model, at Part A of this Schedule, sets out the Categories, Weights, Performance Measures and performance levels (ALPs and Targets) to be used within the Performance Management Mechanism.
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                         Figure 14.1.  Performance Management Mechanism.
MEASUREMENT
[bookmark: _Ref490067258]The Supplier shall always, from the In-Service Date, meet or exceed the ALP for each Performance Measure.
The Supplier shall measure and record performance levels for each of the Performance Measures, and send Performance Monitoring Reports to the Buyer that detail the level of service performance which was achieved by the Supplier, in accordance with the provisions of Part B (Performance Monitoring) of this Schedule.
The Buyer shall pay Credits where the Supplier’s performance in a Service Period, achieves or exceeds an ALP up to the Target, in accordance with the Performance Management Mechanism. For the avoidance of doubt, no further Credit will be paid for performance achieved that exceeds the Target.  
The Supplier acknowledges that any Supplier NP shall entitle the Buyer to the rights set out in this Schedule.
The Supplier acknowledges the withholding of any or all the Fixed or Variable Profit is a price adjustment and not an estimate of the Loss that may be suffered by the Buyer because of the Supplier’s failure to meet any Performance Measure.
The rights set out in this Schedule shall be the Buyer’s exclusive remedy for a Supplier NP except where:
the Supplier NP:
has arisen due to a Prohibited Act or wilful Default by the Supplier; 
results in the corruption or loss of any Government Data; and/or
results in the Buyer being required to make a compensation payment to one or more third parties,
which shall each be a material Default in the event of which the Buyer shall be entitled to terminate this Contract in accordance with the provisions on termination set out in this Contract, and/or
A Persistent Performance Failure (as defined in Paragraph 7 below) occurs, in which case the process set out in Paragraph 7 shall apply.
[bookmark: _Ref490067308]Not more than once in each Contract Year, either Party may, on giving the other Party at least three (3) Months’ notice, propose additions or changes to the Performance Measure Categories, Weights, Performance Measures, ALPs and Targets – collectively known as the “Performance Credit Model”.  Such proposed changes shall explain the business case for the change and shall follow the Change Management Process set out in Call-Off Schedule 15 (Contract Management).
[bookmark: _Ref492661388]At the Buyer’s absolute discretion, a Supplier NP may be disregarded in exceptional circumstances.  Such circumstances may include, for example, but not be limited to:
The effect that a declaration of a civil emergency has on the Supplier’s ability to comply with its obligations under the Contract; and/or
An agreed and time bound instance of extreme weather conditions that make the Supplier’s obligations under the Contract unachievable.
HONEYMOON PERIOD
During the first two Service Periods of this Contract (the “Honeymoon Period”):
The Supplier shall report on its performance against the ALP and the Target and both Parties shall operate the Performance Management Mechanism, but
The Buyer shall pay all Credits regardless of whether or not the Supplier’s performance has met or exceeded the ALP.
However, the Supplier shall be deemed to have committed a Persistent Performance Failure where the Supplier fails to meet the ALP during the Honeymoon Period and this failure continues in the first Service Period after the Honeymoon Period.
CREDITS
The Buyer shall use the Performance Monitoring Reports as agreed with the Supplier to verify the calculation and accuracy of the Credits, if any, applicable to each Service Period.  
The Buyer shall pay the value of any Credits in accordance with Call-Off Schedule 5 (Call-Off Pricing). 
Supplier NP
The Supplier NP process detailed in Figure 14.2 below outlines the process for identifying, logging, assessment, disputing and settling potential or actual Supplier NPs and may act in support of other conditions, including those in this Schedule.
Only the Buyer or the Supplier shall be entitled to report a potential Supplier NP. 
In the event a Supplier NP occurs or is likely to occur, the Supplier shall immediately notify the Buyer in writing and the Buyer, in its absolute discretion and without limiting any other of its rights, shall be entitled to:
require the Supplier to immediately take all preventative and/or remedial action that is reasonable to mitigate the impact on the Buyer and to rectify or prevent a Supplier NP from occurring or recurring; 
raise a Recompense Request; and/or
instruct the Supplier to comply with the Rectification Plan Process as set out in the Core Terms Clause 10.4.3 as supplemented by Paragraph 5.8 (the “Rectification Plan Process”).
In the event the Supplier NP arises because the Supplier has failed to meet the ALP:
If an agreed Rectification Plan is in place and is being delivered to the satisfaction of the Buyer, then the Buyer shall pay the Supplier the Fixed Profit for the related Performance Measure for the relevant Service Period; and
In the absence of an agreed Rectification Plan and where the Buyer and Supplier agree that the Supplier NP cannot be rectified in the current Service Period, but could be rectified in the next Service Period, then:
The associated direct costs (the part of the Baseline Monthly Payment that applies to that Supplier NP) will be withheld by the Buyer until such time as the Supplier NP is rectified to the Buyer’s satisfaction; and
The Buyer will consider if a Rectification Plan is needed.
The Helpdesk provided by the Supplier shall recognise and record instances of Supplier NP.
The Supplier shall refer any such Supplier NP that it disputes, to the Buyer, to discuss and obtain a determination from the Buyer on the validity of the reported Supplier NP.
The Supplier shall provide a Supplier NP identification number to the Buyer, maintain a log and make the log available to the Buyer on request and as required by reporting obligations.  The Buyer’s view on validity and effective corrective action shall take precedence.
The Supplier shall conduct a review and carry out trend analysis of all Supplier NP and include in its monthly report, including any Supplier NP that has been outstanding for more than one (1) Month. 
If agreement cannot be reached on the validity of the Supplier NP, the Supplier shall provide the Buyer a report containing the details of the Supplier NP and the background to it.  The Supplier shall provide the reasons in writing for not accepting the Supplier NP as being valid, to the Buyer, for inclusion in the report.
Where the Supplier and the Buyer agree to accept a Supplier NP, the procedures set out in Paragraph 5.7 (Accepting Supplier Non-Performance) shall be followed and, when the Supplier NP has been accepted, the Supplier shall update the CAFM System within five (5) Working Days to that effect.  
The ‘Supplier Non-Performance Process Flowchart’ below (Figure 14.2) sets out the process in pictorial form.
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Figure 14.2 Supplier Non-Performance Flowchart 
Recording Supplier NP and Corrective Actions.
The Supplier shall record all instances of Supplier NP communicated to them or identified by them and include them (and all subsequent actions) on the CAFM System and assign a unique Supplier NP identification number.  Records of all Supplier NP’s will be made available to the Buyer on request. 
The Supplier shall review all reported Supplier NP, take corrective action on all Supplier NP that it accepts as being valid and on completion of the corrective action record it on the CAFM, closing out with agreement with the Buyer.
Without prejudice to the rights and obligations of the Parties outlined in Clause 34 of the Core Terms (Dispute Resolution) the Supplier and the Buyer shall seek to resolve all Supplier NP issues at the lowest possible levels of their respective business. 
Wherever possible (unless the Buyer specifically requests otherwise), informal procedures will be used to correct Supplier NP. However, every Supplier NP, even if it is resolved informally, shall be recorded on the CAFM System by the Supplier.  Those Supplier NP that had already been corrected at the time of recording on the CAFM System shall be noted to that effect.
Where the Supplier does not accept the Supplier NP, the Buyer shall be given the capability to record Supplier NP directly onto the CAFM System.  On completion of a data entry, the CAFM System shall automatically advise the Supplier that the Supplier NP has been recorded.
The Supplier NP recording system within the CAFM System shall be     designed such that only the Buyer is able to close out the Supplier NP that required a determination, as having been resolved.
Once the Supplier has corrected a Supplier NP, it shall record the fact on the CAFM System and an email shall be sent to the Buyer within five (5) Working Days, requesting a close out of the Supplier NP.
The Buyer shall, within fifteen (15) Working Days of receiving such a request, carry out the necessary checks and either close out the Supplier NP or respond back to the Suppliers staff explaining the reasons why the issues are not resolved.  If the fifteen (15) Working Days have elapsed without response from the Buyer the Supplier shall send a reminder by email and after a further fifteen (15) Working Days has elapsed without response, the Supplier NP shall be deemed closed and the Buyer shall record this as the reason on the CAFM System. 
In order to facilitate effective trend analysis, the Buyer requires the Supplier NP data to be recorded on the CAFM System in a manner that will enable full data mining and production of various reports as defined by the Buyer. The details of the data fields that will be required shall be agreed within six (6) months of Contract Award.
The Supplier shall ensure the Supplier NP history provides a chronological history describing the sequence of events leading to resolution of the Supplier NP
Once all actions relating to the Supplier NP have been taken and the Supplier NP closed out, the Supplier shall archive completed records relating to that Supplier NP within the CAFM System.  The archive shall be in the same format as the Supplier NP data to facilitate the analysis of the data.  An index of all archived Supplier NP shall be available on the CAFM System.
Accepting Supplier NP
The Supplier and the Buyer shall be entitled to propose to the other that the Deliverables and/or the Performance Measure should be changed such that a Supplier NP does not have to be corrected.  Any such change shall be enacted using the Change Management Process set out in Call-Off Schedule 15 (Contract Management).
If there are circumstances that could justify doing so, the Supplier shall be entitled to propose to the Buyer that a Supplier NP is accepted, and the corrective action is closed instead of being enacted.  The Buyer has complete discretion as to whether to accept the Supplier NP and the closure of an uncompleted corrective action.  
Unresolved corrective actions.
If the Supplier does not correct a Supplier NP within the time agreed with the Buyer, the Buyer shall be entitled to assess the cost to the Buyer of having the Supplier NP corrected by a third party (including administration and reasonable costs) and appoint such third party for that purpose. The costs associated with correcting the Supplier NP shall be the responsibility of the Supplier. This paragraph shall not prejudice the rights of the Buyer in relation to any remedy they are also entitled to under this Schedule. 
The Supplier shall fully co-operate with a third-party supplier appointed by the Buyer to correct a Supplier NP and allow them access to the Affected Property if it is needed for correcting the Supplier NP.
The Supplier shall co-operate with and support any third-party supplier rectification team appointed by the Buyer and on the Buyers behalf.
The right to instruct a third party to rectify a Supplier NP, is subject to Clause 3.2.12 and Clause 5 of the Core Terms.
Rectification Plans
This paragraph supplements Clause 10.4.3 of the Core Terms
Where a Supplier NP has occurred, the Buyer and Supplier shall consider its cause.  The Supplier shall, in addition to raising and taking a corrective action, and on instruction from the Buyer, raise a Rectification Plan.  
If there are cost implications from raising and/or implementing the Rectification Plan, then these are the responsibility of the Supplier unless otherwise agreed with the Buyer.
The process for Rectification Plans is set out in Figure 14.3 below, as follows:
The Supplier shall upon receiving an instruction from the Buyer to raise a Rectification Plan, log the Rectification Plan onto the Rectification Plan register in the CAFM System.
The Rectification Plan shall propose a solution, or a series of solutions to address the perceived root cause of the Supplier NP.  Any proposed solution must be agreed with the Buyer before being enacted.
The Supplier shall review the effectiveness of the Rectification Plan and its solution at an appropriate frequency as agreed with the Buyer. The Buyer has, in its absolute discretion, the final say on whether the Rectification Plan is effective. 
The Supplier shall in agreement with the Buyer update the Rectification Plan register in the CAFM System with the agreed acceptance, partial acceptance or non-acceptance decision made at each review stage.
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Figure 14.3 Rectification Plan Process flowchart
NOT USED
Persistent PERFORMANCE FAILURE 
[bookmark: _Ref492314340]Any Supplier NP that persists for more than one Service Period, unless an agreed Rectification Plan is in place and being enacted to the Buyer’s satisfaction, is considered a “Persistent Performance Failure”.  
A Persistent Performance Failure is a material Default and the rights set out in this Paragraph 7 are in addition to the Buyer’s other rights and remedies available to it in relation to Default, including termination of the Contract in accordance with the provisions on termination set out in this Contract.
In the event of a Persistent Performance Failure the Buyer shall be entitled, in its absolute discretion, to the following remedies, which are intended to be used progressively to encourage speedy resolution:
No Credits are paid or accrued for Fixed or Variable Profit for the Performance Measure in question;
No Credits are paid or accrued for Fixed or Variable Profit for the Performance Measure Category of which the Performance Measure in question is part;
A proportion of the Overhead may be withheld from the Supplier; and/or
The Buyer shall be entitled to invoice the Supplier for reasonable costs incurred, including a sum equal to the Charges due for the Deliverables that are not being delivered, which would otherwise have been due to the Supplier in respect of that Service Period (“Compensation for Persistent Performance Failure”).
BUYER REMEDIES FOR DEFAULT 
Without prejudice to any other right or remedy of the Buyer howsoever arising, if the Supplier commits any Default of this Contract then the Buyer shall be entitled to  (whether or not any part of the Deliverables have been Delivered) do any of the following:
At the Buyer's option, give the Supplier the opportunity (at the Supplier's expense) to remedy the Default together with any damage resulting from such Default (where such Default is capable of remedy) or to supply replacement Deliverables and carry out any other necessary work to ensure that the terms of this Contract are fulfilled, in accordance with the Buyer's instructions;
Where the option to remedy has been provided but the Supplier failed to remedy the Default within a reasonable time, the Buyer may itself or appoint a third party to carry out, at the Supplier's expense, any work necessary to make the provision of the Deliverables comply with this Contract;
If the Default is a Default that is capable of remedy (and for these purposes a Default may be a single material Default or a number of Defaults or repeated Defaults - whether of the same or different obligations and regardless of whether such Defaults are remedied - which taken together constitute a Default):
instruct the Supplier to comply with the Rectification Plan Process; 
[bookmark: _Ref498080343]suspend the Contract (whereupon the relevant provisions of Clause 10.8 of the Core Terms (Partially ending and suspending the Contract) shall apply) and step-in to itself supply or procure a third party to supply (in whole or in part) the Deliverables;
[bookmark: _Ref498080357]without terminating or suspending the whole of the Contract, terminate or suspend the Contract in respect of part of the provision of the Deliverables only (whereupon the relevant provisions of Clause 10.8 of the Core Terms (Partially ending and suspending the contract) and step-in to itself supply or procure a third party to supply (in whole or in part) such part of the Deliverables, and/or
Terminate the Contract in accordance with the provisions on termination set out in this Contract.
Where the Buyer exercises any of its step-in rights under this Paragraph 8, the Buyer shall have the right to charge the Supplier for and the Supplier shall on demand pay any costs reasonably incurred by the Buyer (including any reasonable administration costs) in respect of the supply of any part of the Deliverables by the Buyer or a third party and provided that the Buyer uses its reasonable endeavours to mitigate any additional expenditure in obtaining Replacement Deliverables.
BALANCED SCORE CARD
In addition to the Performance Management Mechanism set out above, the Supplier’s overall performance will be assessed according to a Balanced Score Card and considered annually within the governance as set out in Call-Off Schedule 15 (Contract Management).
Satisfactory performance as assessed using the Balanced Scorecard will inform sourcing decisions for Billable Works and changes to the Contract Term.
As distinct from the ALP and Target Measures of the Performance Management Mechanism, the Balanced Scorecard shall have key themes against which critical success factors are measured on an annual basis.  These are as follows:
 [to be agreed with Supplier during Mobilisation; a strawman is below]
	Theme
	Measures
	Minimum Threshold
	Desired

	Collaborative Working
	1.1 ISO44001 certification and the Joint Relationship Management Plan (JRMP)
	ISO44001 certification / JRMP are in place and/or being delivered.
	JRMP is demonstrably delivering tangible benefits

	
	1.2 The Relationship Maturity Matrix
	The Supplier / Buyer relationship is assessed as acceptable for each dimension, or a Rectification Plan is in place to resolve where this is not the case.
	There are positive scores in all dimensions, with improvements (where possible) from the previous assessment.

	
	1.3 360° Satisfaction Appraisal 
	All parties believe that collaborative working is at least acceptable
	The appraisal identifies areas of excellence and no areas below acceptable.

	Cost
	2.1   Benchmarking
	Benchmarking is demonstrating that Good Value is being achieved in some areas.
	Benchmarking is demonstrating Good Value is being achieved across the Contract.

	
	2.2   Trust with Consequences
	The review of the cost/quality and processes of billable works is demonstrating no need for increasing levels of audit.
	There are high levels of trust with the cost / quality and processes of billable works.

	
	2.3 Non-Core Benchmarking
	Benchmarking is demonstrating that Good Value is being achieved in some areas of non-core activities.
	Benchmarking is demonstrating Good Value is being achieved across the non-core Contract services.

	Deliverability – quality and timeliness
	3.1 Billable Works
	Billable Works are consistently priced in accordance with agreed benchmarks and delivered to agreed ISDs. 

	
	3.2 SQEP Personnel / Meeting Attendance
	The key roles are filled with SQEP
	The Supplier team is seen as having the SQEP to deliver successfully

	Environmental Sustainability
	4.1 Climate Change Impact
	The Supplier utilises outputs from CIRAM activities to influence future asset management strategies and activities.
	The supplier proactivity embeds modifications to asset management activities based on climate resilience data and findings 

	
	4.2 Energy Efficiency
	Supplier demonstrates energy efficiency best practice and standards across the Estate. 
	Supplier proactively identifies and proposes energy efficiency opportunities across the Estate.

	
	4.3 Carbon Accounting
	All data gathering, reporting and management activities to fulfil Authority Carbon Accounting obligations are fully adhered to. 

	
	4.4 Environment Management
	ISO14001 certification and management plans are in place and/or being delivered.
	

	
	4.5 Waste Management
	Supplier demonstrates waste management best practice and standards in the delivery of the service across the Estate. 
	Supplier proactively identifies and proposes waste management opportunities in the delivery of the service across the Estate.
	

	
	4.6 Water Management
	Supplier demonstrates water management best practice and standards across the Estate. 
	Supplier proactively identifies and proposes water management opportunities across the Estate.
	

	
	4.7 Rural Estate 
	Supplier demonstrates best practice and standards in the delivery of the rural estate.  
	Supplier proactively identifies and proposes improvements or opportunities to the management of the rural estate.   
	

	Health & Safety
	5.1 Safe System of Work Incident Reporting
	Incidents and accidents are being honestly and properly reported and the causes investigated and acted upon.
	The Supplier is earning recognition for its safe systems of work (e.g. RoSPA Gold Award)

	
	5.2 Record of Unsafe Conditions
	
	

	Performance Management Model
	6.1 Performance Measures
	There are no disputes in relation to Supplier performance.
	Supplier performance is at or exceeding Target levels of performance.

	Service Quality 
	7.1 Customer Satisfaction
	Customer satisfaction is largely acceptable.
	Customer satisfaction is high.

	
	7.2 Continuous Improvement
	A Continuous Improvement plan is in place and being delivered.
	There are tangible benefits being delivered as a result of Continuous Improvement.

	
	7.3 No return to asset within 6 months
	There is a demonstrable reduction in repeat visits to assets over the contract period. 

	
	7.4 Quality Management
	ISO 9001 certification and management plans are in place and/or being delivered.

	Soft FM
	8.1 Catering
	The Supplier demonstrates their commitment to the users 'lived experience' through evidence of the provision of improvements to catering.   
	Supplier proactively identifies and proposes improvements or opportunities to catering.  

	
	8.2 Cleaning 
	The Supplier demonstrates their commitment to the users 'lived experience' through evidence of the provision of improvements to cleaning. 
	Supplier proactively identifies and proposes improvements or opportunities to cleaning.  

	Supply Chain
	9.1 Supply Chain Management
	Supplier has identified 2nd tier suppliers and has confirmed compliance with supply chain visibility requirements of Joint Schedule 12.
	Supplier has identified 2nd tier suppliers and detailed how they are selected and managed; how collaborative relationships are built and sustained; how issues are managed; and how they are continuous improvement is achieved.

	
	9.2 Supply Chain Accessibility
	Supplier has an agreed strategy for inclusion of SMEs and VCSEs within its supply chain and is showing continual increases in participation.

Supplier demonstrates reduction in barriers for SMEs and VCSEs to access opportunities.
	Supplier has defined targets for SME/VCSE inclusion in the supply-chain and benchmarks performance against industry peers.

Supplier demonstrates how their Supply Chain strategy encourages growth, competitiveness and innovation.

	
	9.3 Supply Chain Sustainability
	Supplier has robust supply-chain risk identification process and strategy for effective mitigation and monitors risk within their supply chain.


Supplier demonstrates compliance with Prompt Payment Code policy. 
	Supplier actively drives implementation of best practice through supply chain and is recognised as an exemplar within industry.

Supplier develops contingency plans and demonstrates mitigation of risk within the supply chain.

	Social Value
	10.1 Armed Forces Covenant
	The Supplier has achieved the Defence Employer Recognition Scheme’s Bronze Award. 
	The Supplier has been awarded the Defence Employer Recognition Scheme’s Gold Award.

	
	10.2 Equality and Diversity
	The Supplier is increasing representation of under-represented groups at all levels, tracking equality and diversity through established metrics and has improvement plans to address any issues.
	The Supplier is recognised as an exemplar organisation for equality and diversity, appropriately represents UK society at all levels.

	
	10.3 Recruitment 
	The Supplier demonstrates their commitment to lifecycle of staff from recruitment, through development and fostering team spirit. 

The Supplier demonstrates their commitment to paying the real Living Wage and the benefits it brings including improved staff engagement; recruitment and retention which reduces recruitment costs; improved productivity; reduced absenteeism; lower staff turnover and improved talent 
	The Supplier demonstrates the benefits of paying the National Living Wage and other performance related incentives for staff and why this improves the quality of the service being delivered

	
	10.4 Retention
	The Supplier demonstrates their commitment to better business and ethical practices which aim to create a great place to work.
	The Supplier demonstrates a program of developing business solutions with a focus on motivating its people, attracting talent and reducing churn.

	
	10.5 Social Value Generation
	Supplier has developed measures to account for social value generated as a result of contract value.
	Supplier benchmarks performance in generation of social value across industry.

	
	10.6 Social Mobility
	The Supplier’s recruitment processes promote social mobility and enable access for all
	The Supplier provides support to social enterprises serving disadvantaged communities across the UK

	
	10.7 Learning & Development
	The Supplier develops the capability of staff through supporting Continued Professional Development 
	The Supplier routinely measures staff capability and provides training and development to close capability gaps

	
	10.8 Staff Wellbeing
	The Supplier implements mental health standards and clear expectations on behaviour and conduct, where bullying and harassment is not tolerated. 
	The Supplier provides enhanced levels of support for staff wellbeing, demonstrating that wellbeing is prioritised and taken seriously at Senior Leadership level.



PART A: PERFORMANCE CREDIT MODEL 
[bookmark: _Hlt365637504][bookmark: _Hlt365637641][bookmark: _Ref496537961]The attached Performance Credit Model sets out the Categories, Performance Measures, ALPs, Targets and the Weighting can be found at Annex A to this Schedule.




[bookmark: _Toc414636344][bookmark: _Toc461012424][bookmark: _Toc461021231]PART B: PERFORMANCE MONITORING
1. [bookmark: _Hlt365636904]PERFORMANCE MONITORING AND PERFORMANCE REVIEW
[bookmark: _Hlt365636907][bookmark: _Ref365636898]The Supplier shall provide the Buyer with accurate and complete performance monitoring reports in the same format as that in the Performance Credit Model (“Performance Monitoring Reports”) which shall contain, as a minimum, the following information in respect of the relevant Service Period just ended:
for each Performance Measure, the actual performance achieved in respect of that Performance Measure over the relevant Service Period;
for each Performance Measure, the actual performance achieved in respect of that Performance Measure over a rolling year;
a summary of performance at or above the ALP and at or above the Target, including performance by Establishment;
a summary of any Supplier NPs that occurred during that Service Period;
details of any Persistent Performance Failures;
for any Supplier NPs and/or Persistent Performance Failures, actions taken to resolve the underlying cause and prevent recurrence;
the Credits to be applied in respect of the relevant Service Period, indicating the Performance Measures to which the Credits relate; 
details of performance against any Rectification Plans; and
[bookmark: _Ref498079685]such other details as the Buyer may reasonably require from time to time.
The Parties shall attend meetings to discuss Performance Monitoring Reports (“Performance Review Meetings”) on a Service Period basis. The Performance Review Meetings will be the forum for the review by the Supplier and the Buyer of the Performance Monitoring Reports.  The Performance Review Meetings shall:
take place at the frequency agreed by the parties at such location and time (within normal business hours) as the Buyer shall reasonably require;
be attended by the Supplier's Representative and the Buyer’s Representative; and
be fully minuted by the Supplier and the minutes shall be circulated by the Supplier to all attendees and also to the Buyer’s Representative and any other recipients agreed at the relevant meeting.  
The minutes of the preceding Performance Review Meeting will be agreed and signed by both the Supplier Authorised Representative and the Buyer’s Representative at each meeting.
[bookmark: _Ref498079686]The Supplier shall provide to the Buyer such documentation and information as the Buyer may reasonably require in order to verify the level of the performance by the Supplier and to calculate the amount of Credits for any specified Service Period.
SATISFACTION SURVEYS
[bookmark: _Toc349230508][bookmark: _Toc349230509][bookmark: _Toc349230615][bookmark: _Toc349230624][bookmark: _Toc349230661][bookmark: _Toc349230715][bookmark: _Toc349230717][bookmark: _Toc349231564][bookmark: _Toc348712421][bookmark: _Toc348712423][bookmark: _Toc348712425][bookmark: _Toc349230720][bookmark: _Toc349231566][bookmark: _Toc348712427][bookmark: _Toc348712429][bookmark: _Toc349230723][bookmark: _Toc348712431][bookmark: _Toc349230725][bookmark: _Toc349231569][bookmark: _Toc349230741][bookmark: _Toc349231585][bookmark: _Toc349232221][bookmark: _Toc349230757][bookmark: _Toc349230765][bookmark: _Toc349231607][bookmark: _Toc349232238][bookmark: _Toc349230785][bookmark: _Toc349231627][bookmark: _Toc349230790][bookmark: _Toc349231632][bookmark: _Toc349230792][bookmark: _Toc349230803][bookmark: _Toc349231642][bookmark: _Toc349232261][bookmark: _Toc349230813][bookmark: _Toc349231652][bookmark: _Toc349232271][bookmark: _Toc349230815][bookmark: _Toc349231654][bookmark: _Toc349232273][bookmark: _Toc349230822][bookmark: _Toc349231661][bookmark: _Toc349232279][bookmark: _Toc349230832][bookmark: _Toc348712442][bookmark: _Toc349230834][bookmark: _Toc349231671][bookmark: _Toc349230841][bookmark: _Toc349231678][bookmark: _Toc349232291][bookmark: _Toc349230869][bookmark: _Toc348712444][bookmark: _Toc348712446][bookmark: _Toc348712448][bookmark: _Toc349230895][bookmark: _Toc349231722][bookmark: _Toc349230912][bookmark: _Toc349230938][bookmark: _Toc349231748][bookmark: _Toc348712500][bookmark: _Toc349231028][bookmark: _Toc349231805][bookmark: _Toc348712594][bookmark: _Toc349231076][bookmark: _Toc349231179][bookmark: _Toc349231185][bookmark: _Toc348712710][bookmark: _Toc348712716][bookmark: _Toc349231204]The Buyer shall be entitled to undertake satisfaction surveys in respect of the Supplier's provision of the Deliverables and Billable Works to verify the level of performance reported by the Supplier to the Buyer as outlined in Paragraph 1 above and the effectiveness of the surveys carried out by the Supplier in support of its performance against the Performance Measures. 
The Buyer shall notify the Supplier of any aspects of its performance in the provision of the Deliverables and Billable Works which the responses to the Buyer’s issued satisfaction surveys reasonably suggest are not in accordance with the Contract which, at the Buyer’s absolute discretion, shall be considered as Supplier NP.
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Variable Profit relating to the
Category that is attributable
to the Performance Measure.
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3.4 Rectification Plan Process flowchart
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